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GENERAL 
Name ServiceCenter® 6.x Service Desk Training Manual 

Description 

The main function of ServiceCenter6.x® is incident management through the use 
of “tickets”. The solution is applicable to all existing ServiceCenter6.x users, 
including Northrop Grumman employees working under contract with VITA, and all 
VITA system users. The new design of ServiceCenter6.x will help streamline the 
VITA incident management process through best practices use of ticket handling, 
as well as automating many current manual processes. Through automation, the 
advantage will be faster and overall process efficiency improvements. The new 
ServiceCenter6.x system will produce reports from a single database that provide 
a more comprehensive view of support needs and accomplishments. The 
ServiceCenter6.x database will contain incident and service request ticket data, 
details, and user information.  
 

Purpose The purpose of this training manual is to train users on ServiceCenter® v.6.x 
functionality. 

Document Owner VCCC Helpdesk Owner Org CSL 

 

VERSION HISTORY 
Version Date Author Template Change Summary 

1.0 2006/12/14 Calvin Clark VITA-TEMP-0002 Initial release. 
1.1 2007/03/01 Calvin Clark VITA-TEMP-0002 Update the Resolve, Close 

and Edit Contact process.  
Replaced CSLG with CSL and 
CESD with VCCC Helpdesk.  
Changed document number. 

1.2 2007/03/22 Calvin Clark VITA-TEMP-002 Replaced all references to 
Peregrine ServiceCenter 6.1 
to ServiceCenter 6.x. Added 
CSA Notification Process, Tips 
to Remember and Images 
and Icons. 

1.0 2007/04/04 Calvin Clark VITA-TEMP-002 Document moved to Final 
version. 
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Overview 
The main function of ServiceCenter6.x® is incident management through the use of ServiceCenter6.x 
“tickets”. The solution is applicable to all existing ServiceCenter6.x users, including Northrop 
Grumman employees working under contract with VITA, and all VITA system users. The new design 
of ServiceCenter6.x will help streamline the VITA incident management process through best 
practices use of ticket handling, as well as automating many current manual processes. Through 
automation, the advantage will be faster and overall process efficiency improvements. The new 
ServiceCenter6.x system will produce reports from a single database that provide a more 
comprehensive view of support needs and accomplishments. The ServiceCenter6.x database will 
contain incident and service request ticket data, details, and user information.  
 
Utilizing Best Practice methods, ServiceCenter6.x® is a comprehensive and fully integrated IT service 
management tool that enables VITA to improve service levels, balance resources and control cost. 
ServiceCenter6.x® with embedded ITIL-based best practices quickly deploys consistent, integrated 
work processes across every part of the VITA organization. 
 
 

Purpose 
The purpose of this training manual is to train users on ServiceCenter® v.6.x functionality. Through 
the information in this training manual you will see how to navigate and perform incident 
management tasks through the new version. You will become aware of the new features, added 
functionality, and incorporated enhancements as they relate to ServiceCenter® v.6.x.  
 
ServiceCenter® v.6.1 has a Web client as well. Throughout the document we will show you the web 
screens if they are different from the client version. 
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Document Conventions 
 

Document Bold Used for emphasis, commands, options, switches, and 
literal portions of syntax that must appear exactly as 

shown. 
Conventions 

 Italic Used for field names, file names, variables, and 
placeholders that represent the type of text required. 

 Used for clarification and helpful hints. 

 
  Used to alert the user of a potential problem or gives 

critical information. 

 Used to designate the beginning of a set of step-by step 
instructions. 

 
Sources of Help All questions, access requests, or problems associated with 

ServiceCenter6.x should be directed to the Vccc Service Desk at 
1-866-637-8482 or 804-786-3932. 
CBT: http://www.vita.virginia.gov/itTrain/vcccCbt/vcccCbt.cfm

 
The Live site will be available on the Go Live Release date, see 
respective managers for release date. 

 
Access to Production (Live) site: 
https://servicecenter.it.northropgrumman.com/sc
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Lesson 1: Logging in to ServiceCenter6.x®  

Windows Client (Only) 
 
1. To login to ServiceCenter® v.6.x launch ServiceCenter Windows Client.  
 
2. Go to Start > Programs > ServiceCenter Client.  
 

To place the ServiceCenter icon on your desktop for future use simply create a 
shortcut. To do this go to Start > Programs > ServiceCenter Client and right click on 
ServiceCenter Client. You will then be given various options. Click on Create 
Shortcut. You will then see a second ServiceCenter in the dropdown. Simply drag this 
to your desktop. 

 

 
At this point you are now able to login. 
 
3. Click File > Connect > Connections.  
 
4. Type your user name and password.  The user name is based on your email profile setup by your 

system administrator.  
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5. Click Connect to log into ServiceCenter6.x®.  
 

 
 

Web Client 
 
1. To launch the Web client you will be given the URL for the production link prior to the Go Live date, the 

link below allows access to the developmental environment only. 
https://servicecenter.it.northropgrumman.com/sc 

 
2. Type your complete user name, (email account) and secure password. (John.doe@vita.virginia.gov) 

The password length must be between 8-20 characters it allows, alpha, numeric, and special characters 
a minimum of one each. ServiceCenter keeps 13 passwords before allowing a repeat, each password 
must be reset every 90 days there is no minimum reset requirement.    
 

 
 
 

https://servicecenter.it.northropgrumman.com/sc
mailto:John.doe@vita.virginia.gov
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3. Click the Login button to authenticate. 
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4. After successful authentication, the following screen will appear: 
 

 
 
Note: The screen also contains tools for system navigation located to the left of the logout button.  
 
System Navigator - The System Navigator is a navigational structure that can be expanded and 
collapsed to view ServiceCenter® menus, tables, fields, forms, and other integral components. 
 
Editor – The editor utilizes menus and tabs for navigation similar to previous version of 
ServiceCenter®.  
 
Fast View - Fast views are stored on the shortcut bar (the list of icons on the far left of the screen). 
When you create a fast view, the view minimizes to the shortcut bar where you can access it when 
you click its shortcut bar icon.  Note:  Windows client only. 
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Perspective – Perspective is a new feature that allows an end-user to customize one or more views 
to provide all of the data and tools needed to complete a ServiceCenter® task. ServiceCenter® has a 
default perspective that is standard for accessing ServiceCenter® forms and data.   Note:  Windows 
client only. 
 
There are six major activities surrounding a Call or Incident ticket. Those activities are:  

 Opening a Call or Incident ticket 
 Searching / querying tickets 
 Updating tickets 
 Suspending Incident tickets   
 Resolving Incident tickets  
 Closing Incident tickets  

 

Tips to remember: 
1. Always remember to look for the correct system generated message after you update a process. 

2. Read each screen to ensure that you are in the correct Location, Incident Queue vs. Call Queue. 

3. Always Resolve the ticket before you Close the ticket. 

4. When searching for a ticket enter the ticket number if known, select a ticket status of Open, 
Closed, or Either, if unknown.  

5. To change the status to Suspend or Un-Suspend, click the Details icon at the far top right of page 

6. For the Helpdesk Analyst the CSA follows the same process as the normal ticket process. After the 
Incident has been saved you must click the Notification tab to input the CSA information.   

7. When the term (ticket) is used in this document it may refer to a Call or Incident ticket. 
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Images and Icons:  
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List Options Detail Options 

  
  

 
 
 
Reminder to provide Journal update  
 

 

 
 

 
Click print icon below to print a single ticket. 
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Lesson 2: Opening a Call Ticket 
 
1. Click the Take New Calls icon located on the ServiceCenter editor.  
 

 
 
The screen shown on the next page will appear: 
 
Note: The red triangle in the top left corner of any text box represents mandatory data. 

Use the Fill Form tab located at the right corner of each text box. 
 
2. Fill out the appropriate information in the Call Detail tab. The Contact, Location, Agency, Call 

Detail and Description are mandatory. To enter the required data, use the Fill Form tab located 
at the right corner of each text box.   
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3. The Contact Name is associated with the email account (john.doe@vita.virginia.gov). To filter 

your search you may begin with the first name, (john), to filter even further (john.d), after 
entering the Caller Name field, click on the fill form icon located to the right of the text box. You 
must make your selection from the list of names provided by your search. 

 
4. If there is only one name associated with the contact information the form fill will auto populate 

the caller’s information. 
 
5. Click the Submit button when the mandatory information has been filled in. A message at the 

top of screen will indicate that the Call has been added. 
 

 
 
6. The Call Ticket is now saved in an Open-Idle Status. 
 
7. To locate the new ticket you will have to search in the Call Queue. 
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It is important to provide as much information as possible throughout the lifecycle of the 
ticket. 
Each individual update may be found by first clicking the Activities tab then clicking the 
Historic Activities or Journal Update tabs. 
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8. A system message will be displayed at the top of the page indicating the Call has been updated.  
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Lesson 3: Searching/Querying an Incident Ticket 
 
1. To begin a basic search, click on the View Work Queues icon located on the ServiceCenter editor to 

find the ticket.  
 

 
 
 
Note: You are now in the Incident Queue. 
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2. To continue the basic search click the gray search box located directly below the Incident Queue.  
 

 
 
Note: See next page 
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3. If the ticket number is available enter it into the text box and click search. If you do not have the 
ticket number click the search button. 

 
Note: Enter the prefix IM it must be in Capital letters, you may also enter the numbers only. 
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4. The basic search by incident, IM10007 or 10007, see the highlighted gold bar on the next page. 
 

 
 

 
HDS_ServiceCenter6.xServiceDeskTrainingManual_20070404_Final_1.0.doc Northrop Grumman Private/Proprietary Level 1 



 
Document # VITA - HDS – 0040  

OPERATING DOCUMENTATION Revision Date 2007/04/04 

Version Final 1.0  
ONLY THE ONLINE SYSTEM HAS THE CURRENT VERSION.  VERIFY COPY AGAINST THE 

ONLINE SYSTEM BEFORE USE. 
 Pages 19 of 49 

 

 

 
5. The Advanced Search is optional, click the Advanced Search tab, to use dates as a search criteria 

enter the dates. Open After: 11/21/06 and before: 12/12/06 click search again. 
 
Note: There are additional search filters in the Advanced search tab and IR Query. 
 

 
 

 
HDS_ServiceCenter6.xServiceDeskTrainingManual_20070404_Final_1.0.doc Northrop Grumman Private/Proprietary Level 1 



 
Document # VITA - HDS – 0040  

OPERATING DOCUMENTATION Revision Date 2007/04/04 

Version Final 1.0  
ONLY THE ONLINE SYSTEM HAS THE CURRENT VERSION.  VERIFY COPY AGAINST THE 

ONLINE SYSTEM BEFORE USE. 
 Pages 20 of 49 

 

 

Note: The screen below is the result of your search; notice the Open Time column below. 
 

 
 

 
HDS_ServiceCenter6.xServiceDeskTrainingManual_20070404_Final_1.0.doc Northrop Grumman Private/Proprietary Level 1 



 
Document # VITA - HDS – 0040  

OPERATING DOCUMENTATION Revision Date 2007/04/04 

Version Final 1.0  
ONLY THE ONLINE SYSTEM HAS THE CURRENT VERSION.  VERIFY COPY AGAINST THE 

ONLINE SYSTEM BEFORE USE. 
 Pages 21 of 49 

 

 

Lesson 4: Updating an Incident Ticket  
 
1. To update an Incident you must first search for the Incident number. 
 
2. Next click the Activities tab, below the Activities tab click the Action/Resolution tab. 
 
3. Select the Type; use the drop down arrow, next fill in the Corrective Actions edit box. 
 
4. Click the Save button.  
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5. A system message will display at the top of the page indicating the incident has been updated. The 
saved data can be found by clicking the Historic Activities.  
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Lesson 5: Resolving an Incident Ticket 
 
1. To locate the Incident that you would like to resolve, search the Incident Queue. 
 

 
 
2. Click the Resolved button.      

                                                 
 
3. Click the Action/Resolution tab to continue the resolve process. 
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4. Select the Fix Type and Closure Code, next fill in the Solution text box. 
 

 
 
5. Click Save, (the ticket status will change to Resolved).  
 
6. You may check the Historical Activities tab to ensure the ticket has been updated. 
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7. A system message will display at the top of the page indicating the incident was resolved. The system 
will also send out a notification message.   
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Lesson 6: Closing an Incident Ticket 
 
1. Locate the Incident that you would like to close, search the Incident Queue.  
 
2. In the Action/Resolution tab, enter a Solution in the edit text box. 
 
3.  Click the Close button.  
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4.  A system message will display at the top of the page indicating the incident has been Closed.  
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Lesson 7: Suspend an Incident Ticket 
 
1. Locate the Incident that you would like to suspend, search the Incident Queue.  
 
2. The icon on the left is the list icon; the icon to the right is the detail icon. Click the detail icon to 

change the ticket status to suspend.  

 
 

 
 

 
3. Next click the Open Calendar icon, select the ticket suspend date and time. 
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4. Click the OK button to complete the suspend process; the ticket is now in a suspended status. 
 
 

 
 
Note: While in a suspended status the ticket escalation process stops. 
 
5. A system generated message will be displayed at the top of the page. 
 
Note: The unsuspend tab is located in the same location as the suspend tab.  
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LESSON: 8 Create / Edit Contact Information 
 
Note: When adding or editing use all lower case in the contact name, (john.doe@vita.virginia.gov) 
 
1. Click the Take New Calls icon located on the ServiceCenter editor.  
 
Note: This process follows the Take New Call procedure, the operator determines from the caller if they 
         have been previously entered into the system. 
 
 

 
 

Note: The red triangle in the top left corner of any text box represents mandatory data. 
Use the Fill Form tab located at the right corner of each text box. 

 
2. Next fill in the Contact for this call: enter the first name and next initial; it must be the same 

as the email account. If the name is listed as tippy.f.peregrine@vita.virginia.gov, enter tippy.f    
 
3. Click the Fill Form tab. If the contact is not listed, a system generated message will appear at 

the top of the screen indicating, Cannot find related information in contacts. 
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4.  Next click the Add/Edit Contact icon, see arrow above. 
 

Note: If the Add button does not appear at the top of the screen you have not performed the 
steps correctly. If the name appears in the listing below person you are attempting to add is 
already listed in the data base. 
 

 
 
Note: See the Add button below for new contact; ensure that information is entered correctly! 
 
5. Enter the complete email account, (tippy.f.peregrine@vita.virginia.gov) 
 
6. Enter VA in capital letters for the Company: this is mandatory! If you do not enter VA your 

search engine will not find the contact after it has been saved in the data base, nor will the 
system allow you to re-enter the contact. 
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7. Enter VITA, VDOT, DMHMRSAS, etc... for the Dept Name: Click the Fill Tab, the number of 
agencies listed will depend on your search criteria.  

 

 
 
 
8. The number of agencies listed will depend on your search criteria. Select the appropriate agency. 
 
Note: To see more agencies scroll down to the bottom of the screen, click the arrow tab.  
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9. Enter the contact information in the Email: text box, see screen below.  
 

 
 
 
10.  Enter the Last Name: first Letter capitalized Peregrine; next enter the First Name: first letter 

capitalized Tippy, see the screen below. 
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11. Ensure that your information is correct, if so Click the Add button.  
 

 
 
 
Note: The Next topic demonstrates how to Edit contact information generated from an Incident. 
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Edit Contact Information (Incident Ticket) 
 
Note: The operator received information from the customer which reflects a change to their 

    contact information. 
 
1. Locate the Incident that you would like to update, search the Incident Queue. 
 
2. Click the Contact tab. The highlighted text boxes are the common areas that require editing. 
 

 
 
3. Click the Address tab to begin edit process.  
 
4.  Remove the last section of Location name, ex. VA/VITA/50 to VA/VITA. 
 
Note: This will filter your search from the physical Location, (building #) back to the Agency name. 
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5.  Click the Fill tab, located to the right of the Location text box.  
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6. Make your selection from the screen below; if the Location is not present click on the Location 
ID, this will organize the data in numerical / alphabetical order.  

 

 
 
7. Remove the next section of Location name, VA/VITA/50 to VA click the Fill tab. 
 

 
 
 
 
 
8.  Select the appropriate Location ID.   
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9.  Go to the Activities tab enter a Journal Update to the ticket, click the save button. 
 
Note: If you click the save button before you update the ticket the message below will appear.  
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LESSON: 9 Create and Resolve a Customer Service Alert (CSA)  
 
Note: Customer Service Alerts are notifications used to report significant outages or conditions that 
likely have high external visibility. There are two general scenarios which may justify creating a CSA. 
 
Note: A (Engineer declared) outage, in which case the Helpdesk Analyst follows the Call>Incident 
normal routine, log pertinent CSA template information and assign the Incident to the appropriate 
VITA service provider. (Do Not Click the Notification Tab for this type of ticket). The Service 
Provider will fill in the Notification tab. 
 
Note: A (Customer Request CSA), is a notification from an outside agency reporting that they 
have a significant outage. Follow the same procedures above, after you save the Incident you must 
click the Notification tab, click the Fill Form button, click the Search button, select the id 1 
(Agency Outage), click the Down: calendar, select date and down time of the reported outage. 
Click the Activities tab, select: 
1. Type: (CSA Notification), for initial notification 
2. Type: (Operator Update), for updates from the operators  
3. Type: (Update from Customer), for updates from the customer 
Fill in Corrective Actions, click Save. 
 
When you select the (Type: 1, 2, 3) above a notification will be sent to the Watch Outage 
GROUP.  
 
You must Resolve the Incident ticket before it is closed.  
 
If you select Close the notification is not sent to the Watch Outage group.  
 
See Next Page for procedures 
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1. Click the Take New Calls icon located on the ServiceCenter editor.  

 

 
 
 
The screen shown on the next page will appear: 
 
Note: The red triangle in the top left corner of any text box represents mandatory data. 

 Use the Fill Form tab located at the right corner of each text box. 
 

2. Fill all of the required information identified by the red triangle text box. 
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3. Click the Create Incident icon, all the information will be transferred to the New Incident ticket. 
 

 
 
Note: The screen on the next page will appear. 
 
Note: The system generated message indicating that the Call has been added below. 
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4.  Click the Save button below to save the Incident ticket and relate it to the Call ticket.  
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Note: The Call has been associated with an Incident. 
 

 
 
5.  If this is a Customer Requested CSA, click the Notification tab to Initiate the Customer 
     Service Alert (CSA), and follow the procedures below. 
 

Category>Inquiry  Subcategory>Information Product Type>Customer Service Alert        
Problem Type>reported by agency Primary Assignment Group> CCC Helpdesk Professional 
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6. For the Engineer Declared Outage process the Call>Incident enter CSA template information, 
assign the ticket to the appropriate agency, save the ticket. The Agency will fill in the Notification 
tab.   
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7.  Engineer Declared Outage Only, click the Fill tab, click the search tab, select the Id, (Agency 
Outage).  
 

 
 
 
 
8. The screen below is a sample of the selections available, scroll to the bottom of the page to use 

the tab arrow. 
 
9.  Click the id link 1 for Agency Outage, or the preferred selection. 
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10. Click the Down: Fill tab to select the appropriate date and time of outage.  
 

 
 
 
11. Select the Type: Fill in the Corrective actions: click the save button to complete the CSA 

notification process.  
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12. Click the Resolve button to change the ticket status to Resolved. 
 
 

 
 
 
Note: The screen below will appear after the Resolve button has been selected. 
 
13. Click the Close button to close the ticket.  
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14.  The CSA has been closed, see the steps in the Solution box below (provided as a quick 
reference) only. 
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Ticket # C I Date Status Description 
20019 C  12/25/06 suspended Awaiting vendor support 

      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      

 
 
Notes: 
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